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Pespite the frequency with which library refer^nct 
iervices are evalmtea, there is a dearth of guidelines for 'thm 
operation and eTaluation of reference s€rFlces* An American Library 
Association committer iiiTesti gated the issue and ciade reconiiendat ions 
for iipro?ea reference operations^ but the nature of inf orinatioii 
retrieveL is rapidly changing, and the Irifformation needs of lihrary 
users are sabject to canstant modif icatioa. Work towarda refiaing 
reference service standarda needs to continue. (EKH) 
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* Evolution of Guidelines for 'Infomation Servicts 

Paper Presented at tha ALA Conference, July 20^ 1976 
by Robert Klassen, U.S. Office of Education 

Backgroand 

The measurement and evaluatiori of referenee services haw hem well discussed^ 
even at this conferencSf and witten prolificly ab^ut since the evoliitioii af 
an actlsra information service concept in libraries,, There are the great ref- 
erence studies on measurement by Bernard Barelson/ Margaret Hutehins^ Loms 
Shores and Jaseph vnieeler* But these studies did' little in the wmf of focmsing 
attantion on the qualitative and quantitative factors in prDviding infonnation 
services for which the profession began clamoring in the 50* s and 6-0- s . Others 
such as Leon Carnovsky^ Lowell Martin^ and SMuel Bothstein wote aboiit the 
compelling meed for quantitativaly-based appraisals and offeied practical 
giiidallnes for reference services. Yet the raferenca librarians reniained mi-' 
convinced of the worth of such studies and uncertain of their iitethodplogy. 

The incentive to evaluate reference services^ hwever^ CQntimed. to be there/ 
particularly by the library adrninistrator who needed to know something aibD^it 
the effectiveness of an institution's public inforniation service outE^each to 
justify the budget. Admittadly, the task to evalaate public services was a 
formidable one for researchers* Wlien compared with other lilrary activities 
such as circulation^ acijuisltlons^ and cataloging^ reference service was con- 
sidered too difficult to quantify* There was little agreement on its functiomi 
definition. QTatstions often asked were: Were interllbrary loan activities an 
integral part of reference work because referance librarians haridled it? Was 
formal instruction in th# use books and libraries part of reCarence work?' 
If^ aftejr having finally decided what the reference iibrariaris did| the que'^tion 
remained— hov? could anyone readily determine the impaet or the af f ectiv^eTiess of 
their aervice? One of the purposes of this session than is to focus on this 
lack of definition—as a managemant problem and to determine \7heth0r there is 
a body of reference theory upon which guidelines can be formulated^ 

The evaluation of reference service, whether within # single library or vdth 
respect to groups of libraries 1. is a rarity indeed in the reference literature*. 
Evaluatioh presupposes measurement against spedific standardB or goals anci no 
area of library science has been more deficient in such standarus than reference 
services. review of official statements cf standards reveals that they 
usually say little or nothing abaut specifications fox reference set^^ice than that 
there "should be such services available*'* 0ns of the witers notes that '*t.he 
evaluation of reference service can best ba depicted as a rtosed circla of 
futility". Perhaps there are those here who would agree. The clearest con- 
elusion that can be made from the literature is that reference librwians, in 
failing to provide an adequate maafis for a base for Judgmenfe of their contri- 
bution to library sarvlces in the last 100 years, have run the serious ylek 
of having their work not appreciated by cost-eavlng budget analysts* 

# 

What Was the MA Initiative 



In 1960 ALA created a nev Reference Serviges Division Coironittee on Standards hea&edl 
by the venerable Louis Shores ^ The Committee was liven the charge to reexamine 
the nature of reference work as m prelude to their diveloplng ref er^noe etaftdards . 
All types of libraries were to be considered and a3^«nlnad. PlB a first ittp^ the 
CoOTilttee prapared m praliminary statement concernlngr tha nature/ sqopei and type 
of rafer«nc€ activittts whioh served as the bast f©r th© itatement In the presint 
Coswittee's guidelines. It outlined some aampenint'^ of l^fo^rtiatlon service and 
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a conceptual framewDrk of serv^ice for all typRs of librarits. Let me read from 
spme e^cccrpts taken from the CoTmLl^BB' s report in RQ, Jijne L96iapick up ircm 
attactoentll] . Tfvith this <a£fort the Coinniiittee, one notes, was unable to gn my 
further in idrnitxt^ing other desirable service elements or quantifying these 
actimtie'S 'which had so long eluded previous library science researchers. 

A reaetlvatad AlA Committee in 1968 once again atteiTtpted to provide another 
building hVoo^ to deYelap guidelines for effectiva infomation service in in- 
creiasi.i};gly di^wsa institutional, settings. 

Tha^t Cqnip.itta€ comnnissloned a study in 1970 to identify current reference nieasure- 
ment -mdi e^aliiatioin devices and tmchnlmimB being used by all types of library 
institutioias prom ding reference servicas in ona CTajor metropolitan area— 
Atlanta^ Georiiai (1) it noted the use mada of reference statistics; (2) it 
swveysd th« leTels of user satisfaction with the r^jference sertvices awilabl^ 
t^^ theiii; and, C3) it attempted to determine the library interest in standards 
for ©ranee s;a.r\ric©s. 

The Stm% shDwd that only 1/3 of those ent&ring a library felt impelled to ask 
the metmtmnc& librarian for inforoiational lielp* Two-thirds of those using ref-^ 
erenca services v^are doing so ia conriection with some organised study activity* 
ai% of tha ijs#ra were 25 y^ars of age or ymnger. The wsers were pleased generally 
with thm information pro%ridedr^ t^lth the academic library user much more critical 
.of the information service than the pxiblie library user. 

li^ailabla to this laser group v^era 108 libraries^ 50% of vhich vera open 40 hours 
a week or less. More often than not^ paraprcfts&iQnal personnel were manning 
the reference desk weekends af^a duririg the late after^ODn and evening hours* 

Heference statistics were kept by more tha.yi 50% the libraries, with most of 
these keeping simple counts, similar to eirc\alation etatistles. intereritingly,. 
nearly 50% of rJhm libraries partiG:ipated in some cooperative program whleh pro"- 
vlded a libmry referanfaa backup for is^forittation rasouroes. Oii the other hand^ 
only 18% the Itbrarias ha4 wsr corRpletrf an;^ kind of user analysis. Of these, 
only 10% noted specific: inlormation on user satisfaction, 'ihu most clearly de- 
fied trmd observed in most of the libraries was that there was no written in- 
stitutional policy for ref terete service ^ mmt Instittitioas seemed to ha'V© 
accepted the routine of providing library Intemati©^ service for which no 
ifiistitytiorial goals or objectives war^ spf^'lleS mt. 

It appearad obvious to that Cotmittee that the deTO^opxnent of practical guidelines 
for the operation of good reference E.€rvicas mm a reasoMbla beginning buildinifg 
block on the mad to consideration of referenoa standards. Here ware some of tha 
c=on€iusions reached on the basis of tlheie obser-vatiorts s 

1. Libraries needed to define and publish their service otejectivea so t..at 
thtlr /clientele will know th« types of mmviQQB available to thm. 

2. 'The closer the reference desk wm to tehe .main flow e£ parton traffic, U^a 
mojxm effective thm informiLtion aerv^ice wm. 

3» Uear xaaction to the referenc^^ service was iftOit insightfuli and miflht - 
have altered many aKliting patiterns of servicer such as tha location of the 
referance mmk, if only thes€ reactione war# Mnovm by the librarian,. 



4. Kay to tjser satisfaction was ths staffing eKiiSting at, any one hQurj 
weekend patterns of pyafasiiional staffing were weak and correlateca i^ith 
higher user dissatisfaction., 

5. Most refereAce c^lXer^cions were d svelopec^ with no selection policy to 
fovarn its e^periditiarts ot^ ocite baslmlly^ to reflect the user clientele 
interests * 

6. Formal and infomal inftraction wre claarly effective in increasing 
\iser satisfaction in th& uae of th€ library rasoureas. 

^at Was ma's Easpo^Tisa 

It wm obvious that the focus of any ref arowe service planning mis% be accorri- 
plished in the milieti of a cJianging us«r intareists in most of our libraries. In- 
fonnar.ion retriayaX systems required ratlhinking the established methods of 
refarenco sarvices . r^evels of raference services,, particularly iii relation to 
library networks for reference backiipi needed to be defined where libraries were 
GOBirriitted to reach out beyond their traditional institutioMl users to provide 
infomational services* 

passive reference sewice just won't surive in our economy'" %mB a phrase that 
apf eared in these deliberations. It was also felt that a good reference librarian 
must also have the instinct aM Icnowledge to megotiata thm 'guiistioB and answer 
process as t^ell as deliver the needed inforaation* From thesre rather obvious 
insights, it was felt th^t a philosophic concept of referencaj service mtcli i& 
ciearly ©Kprassed in guideline statements cauM be da¥elop%dl.. 

^o\i with this backgrotind, von have same information service guidaltoes aboot 
v?hlch the next j^ipeaker will diSicmss in some f\irther detail. 

I wnM agree that this profession needs the maasmremenfe tools i^hich wm *"£ine- 
ituine"^ our lervice activities. Hopefully, we can discauai soma testefl qoaritlfiaMe 
measures which have proven eg elmsive to the early pioneers ©f referairice steidy, 
siichi as Louis Shores and others,. Recent research is toagiminf to sho^ um mamm 
my ane'Asures of aervica aativity. it wo^ld be nice to say that service giiiidellnes 
cotiM be developiid in tandem, with these efforts, all desig^ned to galvanise tm 
frof^ssion to a higher levtel of goiod ii^£o.rmation service, B;\it^ 1 don*t believe 
w have arrived* These fuld'eiin^is can only provide the framework for improvirig 
tfmmB mTviam. After a centiiry of atteJftipts, the work toward developing standards 
apfears to be wall siid Ln the miasical refrain - *'we have only just begm". 
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Attanhnient # 1 



• h Reference services iii a library shouk! be.r^cogiiized ^s,a critical respiinsibilHy 
of libraiy iidiTiinistnition, spocificaily (irgnniKi^J m ensure the optinium use uf the 
library 8 collection. 

2. Since all functioiis of a library may by viewed, in ultiniak* ionns, m geared to 
fadlitate use of the library'^ cijllettionK, ihe.disthiguishing fcatUK.of je^ten^^ 
ices is in its ruludnnHhip to the librury*H piitrons, These services arc of iwo^iii^oti^**! 
tyj>cs— direct an3 indirect. ^ 

j. Direct reference^ scrvict: consists of pcfsnnal assistance provided to library pa^ 
tr^ans in piirsuil nf inFurriintioti. Direct reference service Tiuiy tnke one of many forms, 
tach i)( which may cunsist of a number uf ucthitie^, oF which only die mo^t frequent 
and rcpresentaiive nre cited belcm : 

(a) Jmtmctioii m iliu use of the lihmry and in thv use of Itenis in the lihrnry s 
collectioii. 1 hi^^ service may range tVnni ch^monsrratinn of hvw to fill out a call 
slip iu explanutiun of the use ()f Ciitalogs, bibfit^gniphies,, nnd reference works, 
tn a*^astance in intrrpTCtini^ the eContents of muterials in thv lihrury's Cfjllections. 
The central feature nf thu inHtrut:ti{)n, irrcsi>ecti\ e ui it*^ Icvul or its intensity, 
is to provide guidance and directiun in the pursuit irf infoi miitian, rathfr than 
provicJifiig jlie infyrnmtiun itself, 

Ch^^ In foTimiHon Service, yhk service may range t foni answering an apparently 



simple question ih rough recourse to an 
obvious reference source, siipplying 
inf<»rmation bLisecl <in se'urch in tlie col- 
lccti<uiB of the lihrkiry, eombining com 
|K^£cnce in bibliotheeal techni(|ueh with 
coiti pete nee in the subject of inquiry. 
The charaeter and extent of library in= 
forma tion se^rxice will vary with the 
kind cjf library, with the jnttrtjn the 
library h designed to serve, und Willi 
the skill, conipetence, and professional 
training of the referuncti librarian pro- 
viding the inforination service. Charac- 
Irristic funeuong of inft>rniaEion service 
are finding ^iKcific data or facts^ inter 
preting the material or infomuition 
found, translating, abstracting, literature 
searching, and oihcrs. The central fea- 
ture of information service, irrespective 
of its level or its intensity. Is to provide 
an end product in terms of infornintion 
sought by the libraTy*s patroii. 

4. hidirect refereneq service coni- 
prises the preparation and devt'lopiiient 
uF catalogs, bibHograpbici pnd^ alL other 
refSrenca aids which help in providing 
access to ^ the library*! collections and 
which extend the library's services 
through cooperation with other, or 
larger, or more spcciajized libraries. Thi§ 



reeogni^^eh the signifkant role of the 
technical or processing Hcr\ices of the 
librnry as indis[>ens4il>le to the reference 
fii nation, 

Central Nuiai Nu schcniatic. ratitmal- 
i/ation <)f the reference function in li- 
hraries cun trulv corresiiond to tht real- 
ities of day to day u nrk with the library s 
publie. The levels cliaraetur, and variety 
of referenLC service that has been tradi^ 
tionally offered by libraries is a function 
of many factors^ induding the^ si^ of 
the ribrnry, its physical and fiscal re- 
Hcmrccs, a*^ well its philosophy of serv\ 
ice. The fore^oii^g outline offers a con^ 
cepi of reference servici^ wfiich i§ broad-„ 
er in scope than many librariei can 
achieve. It recognii^es, however, that the 
reference functians, described, are in 
fact provided by libraries large and 
sniall, \A^ithf>ut nccesHiirily being recog- 
nized as such. Effective understanding 
of the nature and the role of reference 
serviice in libraries should lead to more 
eftident and effective development of 
such service iii a climate of total coi^p- 
eration within a library, and of admin' 
isirative fecognition of Its critical rale in 
the overall mission of the library. 



